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Comments I 


User defined name of the route I 


Lower the value, higher the priority. 


Select from list of values including "PBX", "Web 
Chat", "Web Collaboration", "Fax", "E-Mail" 


The number of seconds by which the majority of the 
work items need to be handled for a media type to 
which the routing rule corresponds 


Indicates whether this route is active or not. If the 
route is not active, information for this route will not be 
passed to UQ engine. 


The number of seconds by which the majority of the 
work items need to be handled in the route 


Maximum capacity of this route. Alarm is raised when 
the number of queued item exceeds the CAPACITY 






Time in second in which when the work item is not 
server, the first escalation rule will be effective. 


Can a workitem in this route be routed to an agent who 
is not available? 


Length 
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Type 


VarChar 


Varchar 


VarChar 


Number 


Char 


Number 


Number 


Char 


Boolean 


Number 


Boolean 


Column_Name 


Rule ID 


PRIORITY_CD 


MEDIA_TYPE_CD 


MEDIA_SERVICE_LEVEL 


ACTIVE_FLG 


SERVICE _LEVEL 


CAPACITY 


SELECTION CRITERIA | 


IsContact 
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RouteToUnavailable 
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Comments 




Skill 1 


ish" for Language 
ion of language 
s typically used 
*es are not required, 
rk item data 


Level of skill is chosen from a list of values, for example: 

3 = EXPERT 

2 = INTERMEDIATE 

1 = NOVICE 

0 = NO SKILL 


Name of skill items. For example "Engl: 
skill. If skill item is null, it is a substitut: 
from the work item data property. This i 
when different rules for different langua| 
Languages can be retrieved from the woi 
property. 
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Varchar 


Varchar 


Varchar 


Varchar 


Column_Name 


ROUTE ESCL ID 1 


SKILL NAME 


SKILLJTEM 


EXPERTISE 
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Comments 1 




Start time 1 


End time 1 


The route name 1 


Waiting time during the given period 1 


Handling time during the period 1 


Number of abandoned requests I 


Average time until request is abandoned 1 


Longest waiting time in seconds 


Percentage of available agents I 


Percentage of auxwork agents 


Total number of work items | 


Total number of unassigned work items. 


Total number of delivered work items. 


Total number of service level work items. 




Length 1 
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Type 1 


Varchar 


Date Time 


Date Time 


Varchar 


Number 1 


Number 


Number 
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Number 


Number 


Number 


Number 


Varchar 


Column Name 1 


ROUTE ID 


START TS 


END TS 


SOURCE NAME 


AVG WAIT TM 


AVG HANDLE TM 


NUM ABANDONED REOS 


AVG ABANDONING TM 


LONGEST WAIT TM 


AVAIL USER PCT 


AUX WORK USER PCT 


TOTAL NUM WORKITEMS 


TOTAL_NUM„UNASSIGNED 
WORKITEM 


TOTAL_NUM_DELIVERED_ 
WORKITEM 


TOTAL_NUM_SERVICE„ 
LEVEL WORKITEM 
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Comments 1 










Percentage available I 


Percentage busy 


Percentage auxwork 


Number of work item served 
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Either alarm or error 




Alarm code or error code 1 


Template for message 1 


Length | 
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DateTime 
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Number 


Number 1 
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Type 


DateTime 
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Column Name 1 


USER ID 


START TS 


END TS 


CONTACT ID 1 


AVAIL PCT 


BUSY PCT 


AUX WORK PCT 


NUM COMM ITEM SRVD 


Comments 


Column Name 


Name 


TYPE CD 




ERROR CODE 


MSG_DESC 
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